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There is an error in the article in the 
“Our Global Village” column on page 3 
of the August 1993 issue of Focal Point. 
In fact, it is the new Government 
Internetworking Service which will be 
linked to EuropaNet and not the Govern- 
ment Intercity Calling Service (GICS). 


We apologize for any confusion which 
may have been caused by this error. 


Agency 


ea | Government Telecommunications 


Canada 


Une erreur s'est glissée dans l'article 
sous la rubrique «Notre collectivité» a la 
page 3 du numéro de Convergence, 
paru en aout 1993. Il s’agit, en fait, du 
nouveau Service gouvernemental 
d’'interconnexion de réseaux, non pas 
du Service gouvernemental d’appels 
interurbains (SGAI), qui Sera raccordé a 
EuropaNet. 


Nous nous excusons de toute confusion 
que cette erreur aurait pu entrainer. 
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A Word from the President 


It is a pleasure to present to you this last edition of Major Orientations, an abridged version of 
the Government Telecommunications Agency 1993-97 Business Plan. 


As many of you, I am sure, have heard, GTA has joined forces with the Information 
Management Services unit of the former Supply and Services Canada and the Information 
Services Sector of the former Public Works Canada to form Government Telecommunications 
and Informatics Services (GTIS), part of Government Services Canada. The reason for this 
merger is clear: to provide more comprehensive, efficient telecommunications and informatics 
solutions for our customers to help them better serve the public. 


GTA’s Business Plan sets the direction for developing and delivering common 
telecommunications products and services to meet government needs. The Plan will 
continue to guide our activities in telecommunications services and network development 
during the transition to the new government structure and beyond. I am sure that you will 
find it to be an informative, cohesive and useful document. 


We have developed the Business Plan each year, working closely with both the Government 
Telecommunications Council and the Telecommunications Advisory Panel. These highly- 
effective fora have permitted us to harmonize our plans with customer needs and broader 
government directions, and to develop government-wide strategies for the evolution of 
government networks and services. 


GTA has worked - and continues to, as part of GTIS - on the leading edge of government 
renewal, developing enabling solutions for our customers that make re-engineering possible. 
We remain committed to the orderly development of networks and services to meet the 
needs of government. Major Orientations allows us to share our plans, developed on behalf of 
our customers and the government, with the widest audience possible. 


I invite our employees, colleagues and strategic allies to read this publication. I sincerely 
hope that it will help to focus our efforts in maintaining the momentum of our planned 
projects and activities, and to harmonize our efforts to achieve the shared vision. 


Best regards, 
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René Guindon 
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Introduction 


Introduction 


This publication contains material from the Government Telecommunications 
Agency’s 1993-97 Business Plan. GTA updates its Business Plan annually. 


The purpose of this publication is to outline the strategic direction and plans of the 
Agency. Because the Business Plan is developed in consultation with the Government 
Telecommunications Council (GTC) and the Telecommunications Advisory Panel 
(TAP), it represents a government-wide perspective on the activities and priorities of 
GTA. 


Situation Analysis 


I. 


Situation Analysis 


The Federal Government 


The review of the structure and operation of the public service, combined with 
ongoing restraint programs, will continue to have an impact on the Agency over the 
next several years. The focus on public-service renewal and improved program and 
services delivery is leading to demand for more and better support from common 
service organizations such as GTA. Departments are vigorously seeking the means to 
enhance program management and to increase the effectiveness and efficiency of the 
services they provide to the public. 


Continuing reductions in operating budgets and ongoing organizational 
rationalization are causing departments to rely increasingly on information and 
telecommunications technologies. These pressures have also led them to seek new 
ways of working together and to explore opportunities for sharing. Interoperability of 
departmental systems over a common network architecture is essential to good 
communications between departments. Moreover, lower cost and added value are 
key elements of the evolving services. 


With ever-increasing pressure to reduce operating expenses, departments are 
exploring and introducing new technologies to reduce expenses. More than ever 
before, they are turning to GTA for help in examining these technologies. To continue 
providing service efficiencies and maximum savings, GTA has put in place a program 
of ongoing network review and optimization. In parallel, it has also set up a services 
development program focused on meeting customer needs by using new and 
enhanced technologies. 


Due to budget reductions, constantly evolving technology and a new regulatory 
climate, effective management of communications in government is becoming 
progressively more challenging, requiring skilled professional support. Project 
management expertise, risk management analysis, operational evaluations and 
telecommunications administration are areas in which departments are seeking 
professional assistance. GTA’s customers expect its staff to be knowledgeable in these 
areas and ready to provide needed support and services. 


As a Special Operating Agency (SOA), GTA strives to develop a better understanding 
of customer requirements. Its close relationship with departments helps it to develop 
services and to plan the migration of departments to new technologies. 


Situation Analysis 


Revenue Canada — Customs and Excise (RC-CE) 
(Now part of National Revenue) 


GTA has worked closely with RC-CE to develop a voice and data communications 
package to meet the needs of 500 employees in its new Goods and Services Tax 
(GST) processing centre, scheduled to open in Summerside, P.E.I. during 1993. 
RC-CE uses local Centrex service and the Government Intercity Calling Service 
(GICS), which provides savings over commercial long-distance rates. To meet the 
evolving requirements for data communications with RC-CE’s head office in 


Ottawa, GTA proposed customized high-speed links using the Government Digital 
Channel Service (GDCS). 


GTA will provide the communications infrastructure for ICENET, which will be 

the router-based communications platform for current and planned applications, 
using GDCS as the backbone. The Government Satellite Network (GSN) is being 
considered as a cost-effective way of linking remote border crossing points. The 
result will be better communications and forecast savings of $43 million. 


National Defence (ND) 


ND has undertaken a major initiative that will result in the migration of its 
national inventory of analogue circuits to digital facilities. The Defence Integrated 
Services Digital Network (DISDN) will be a fully-integrated, end-to-end digital 
network capable of supporting ND’s voice, data, image and video requirements. 


ND chose GDCS as the solution for its communications needs. The flexibility of 

| this service will ensure that operational and management criteria are met, such as 
siting, routing and carrier diversity. The customer benefits from the enhanced 
performance and cost savings provided by GDCS without having to enter into 
long-term contracts with the private sector. 


Situation Analysis 


Indian and Northern Affairs Canada (INAC) 


INAC is one of the largest users of the Government Electronic Messaging and 
Document Exchange Service (GEMDES), which provides electronic messaging and 
access to information. INAC chose GEMDES as its corporate electronic mail 
service to eliminate the need for capital investments and long-term contracts. 
INAC has some 2,500 users on GEMDES nationally. 


The introduction of the Government Message Handling Service (GMHS) provides 
INAC with the opportunity to migrate to an enhanced electronic messaging 
service that permits interdepartmental message transfers between different 
electronic mail systems traffic. The use of GMHS is also consistent with INAC’s 
Information Management Strategic Vision, because it will allow users to access a 
single, integrated system for electronic mail transfer. | 


Business Plan Priorities 
GTA and the GTC have articulated a set of priorities for the current Business Plan: 
1. The Agency should focus on adding value to all services offered to customers. 


2. Government-wide initiatives should have priority over individual departmental 
requirements. 


3. | GTA should develop and implement message handling and "Internet’ services 
providing government-wide connectivity. 


4. The Agency should deliver a full portfolio of services to its customers. 


The agreed Action Plan and Activity Schedule, discussed later in this document, 

reflect the Agency’s responsiveness to these priorities. This collegial approach to 
telecommunications management with GTC and TAP is essential to the ongoing 

success of the Agency in meeting the needs of the federal government. 


Situation Analysis 


The Government Market 


Government telecommunications expenditures in 1992-93 totalled $482 million for 
voice and data services. GTA secured 66.8% of this market. 


1992-93 Government Market — Voice and Data Services 
($ Millions) ; 


Total Government of Canada Market 482.0 


GTA Billing 205.2 
Direct Billing by Telecommunications 
Companies —- GTA Local Shared Services 115.2 


Total GTA Revenues 


GTA Market Share 


The Telecommunications Industry 


The past year brought significant change: regulatory decisions, corporate partnerships, 
organizational consolidations, new services and international investment in the 
telecommunications infrastructure have contributed to a more dynamic, market-focused 
telecommunications industry in Canada. 


Canadian Radio-television and Telecommunications Commission (CRTC) Decision 92- 
12, on competition in switched long-distance voice services, triggered many of the 
events that unfolded during the year. The advent of competitive long-distance voice 
services sparked aggressive marketing and sales campaigns by Unitel and its major 
competitor, the national telephone company alliance, Stentor. 


Stentor’s Advantage series of discount programs offered significant reductions in the 
price of long-distance services. GTA contracted with Stentor, on behalf of all 
departments, to ensure that maximum savings were realized by the government. 
Subsequent tariff filings for virtual network services and the industry’s capability to 
provide customized billing to departments are significant new developments that are 
of particular interest to the Agency. GTA’s long-term, private-line contracts with both 
major national carriers must be reviewed in light of the virtual network services 
developments. 


The partnership between Unitel and AT&T will advance the availability of new local 
and value-added network services. Plans to introduce frame relay and high-speed 


Situation Analysis 


switching services such as Asynchronous Transfer Mode (ATM) will have an impact on 
GTA’s packet-switching and digital channel services. 


The reduction in network and long-distance service and usage prices could lead to 
increased local service and equipment prices, which could result in upward pressure 
on GTA’s rates. 


The Unitel-AT&T partnership, the realigned (and renamed) Stentor organization and 
the corporate consolidation by Bell Canada Enterprises (BCE) set the stage for 
escalated, aggressive national marketing programs. As the largest telecommunications 
services customer in the country, the government will be offered significant new 
opportunities. In partnership with departments, GTA will ensure it negotiates the 
lowest possible cost and best value for the government. 


The Government Telecommunications Agency 


GTA’s mandate is to act as the focal point for the Government Telecommunications 
Architect function and the delivery of common telecommunications services within 
Canada. The Agency’s mission is to bring information and telecommunications 
products and services to the government for effective delivery of services to Canadians. 


The Agency acts as an instrument of government policy in supporting the Canadian 
telecommunications industry. The creation of a telecommunications network based on 
open standards and the government’s commitment to multi-vendor solutions can best 
be realized through GTA. It ensures that industry is given fair opportunity to do 
business with the government through supply agreements and other contracts for 
services development and customization. 


The degree of change within industry and government over the past year presents a 
number of new challenges and opportunities for the Agency. CRTC Decision 92-12, on 
competitive long-distance service, has led directly to "price wars" between various 
suppliers. Stentor, Unitel and the resellers have introduced a range of cut-price 
services directed primarily at business and institutional segments of the market. 
Discountable Direct Distance Dialling (DDD), enhanced Wide Area Telephone Service 
(WATS) and new virtual network services were introduced during the last six months 
of 1992-93. Carriers’ plans introduce corporate discount programs offering customers 
reduced prices based on the total value of their bills, rather than on usage of specific 
services. 


The effect of these recent developments has been reduced savings on the Government 
Intercity Calling Service (GICS) over commercial offerings, which has already led to 
responsive pricing by the Agency. GTA’s rate per minute, based on non-compressed 
DS-0 circuits, will remain lower than carrier prices, but the anticipated discount 
programs could further narrow the price advantage offered by GTA. 


Situation Analysis 


The Agency’s services must be cost-competitive with those of other suppliers. To 
ensure stability for planning and cost-optimization purposes, GTA entered into long- 
term contracts with Stentor and Unitel for high-capacity bandwidth and access 
facilities. These serve as the basic platform for the government’s communications 
networks. The contracts call for digital technology for future expansion and planned 
network evolution. However, recent volume discount programs and introduction of 
virtual network offerings have reduced the value of these long-term contracts to GTA 
and the government. Their value may be further reduced in 1993 by the introduction 
of frame relay services, which will supersede current carrier offerings. 


GTA will ensure that any new undertakings with suppliers maximize the contractual 
advantages negotiated in current contracts. The Agency will ensure that existing 
contracts also include frame relay services and that multi-drop and point-to-point 
services are included to reflect developments in industry and the regulatory arena. 


Critical Success Factors 


III. Critical Success Factors 


Critical success factors developed in the previous Business Plan remain applicable today 
and throughout the planning period. The Agency will focus on these key factors: 


J. 


Customer Satisfaction 
GTA will stay close to its customers. 


Customer Needs - The Agency will emphasize responsiveness to customer 
requirements and the provision of a total service package which includes optimum 
price, superior quality and value added-features. 


Regional Presence — Already recognized as a strength of GTA, regional offices 
will receive additional responsibilities in order to keep pace with the growth in 
customer activity outside of the Ottawa-Hull area. 


Market Intelligence — GTA will maintain a database of up-to-date information on 
customers’ plans, the capabilities of suppliers and regulatory developments. 


Technical Competence 


Customers must feel comfortable turning to GTA for technical advice, confident 
that they are dealing with professionals who are fully conversant with the 
architecture of the government network, customers’ applications and operational 
requirements, and current developments in telecommunications and informatics 
technologies. 


Supporting Infrastructure 


The ability of GTA to ensure a high level of customer satisfaction is dependent on 
an effective infrastructure. 


Competent Staff - GTA recognizes that people are the strength of the 
organization. Through Total Quality Management, the Agency will enhance the 
ability of its personnel to respond to and manage change effectively in pursuit of 
service excellence. 


Capacity Optimization - The Agency will continue to offer attractive prices to its 
customers, while contributing to overall savings in telecommunications 
expenditures for the government by ensuring effective and efficient use of the 
installed facilities and services. 


Administrative Support - GTA will implement policies, procedures and rigorous 
cost-control programs, and it will expand its use of information technology to 
enhance customer service. 


Critical Success Factors 


Organizational Optimization — The Agency will continue to make organizational 
changes and to implement specific mechanisms to more effectively determine the 
needs of customers and to better monitor customer satisfaction. These measures 
will lead to a closer working relationship between GTA and departments, which 
in turn will result in improved service to GTA’s customers. 


Managerial Excellence — GTA will implement quality management processes and 
management development programs designed to foster excellence in GTA’s 
management practices. 


Appropriate Alliances | 


The Agency will supplement its resources and capabilities by forming alliances 
with organizations that complement its strengths. 


Added Value 


GTA will ensure that all of its services offer value not available to its customers 
from other suppliers. All current and planned services are measured against eight 
criteria to assess the degree of value added: 


— Product and service features 
— Enhanced billing 

- Efficiency of procurement 

- Multi-vendor support 

- Advisory services 

- Financing 

— Systems integration 

- Value to the Crown. 
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IV. 1993-97 Action Plan 


The guidance that GTC provides to GTA helps the Agency to plan its activities over 
the period covered by the Plan. This input, combined with the rapidly changing 
telecommunications industry, presents the Agency with numerous challenges and 
opportunities. To seize these opportunities effectively, the Agency’s strategy is 
designed to ensure that a range of cost-effective and value-added services is available 
to its customers. GTA has carefully formulated the Action Plan to provide optimum 
harmony between its mandate as an SOA, the guidance provided by GTC, the require- 
ments of the government market and the realities of the telecommunications industry. 


Management 
1. Continue with Total Quality Management and Broaden Its Scope. 
The Total Quality Management (TQM) Team defined eight key processes. 
Business Process Improvement Teams (BITs) then assessed them and determined 
their scope. After review by senior management, the overall priorities of GTA 
were established and resources were allocated to each team. 
Team objectives were elaborated for each. key process: 
(A) Planning and Management 
To generate recommendations to improve processes for the development, 
establishment, and maintenance of a complete set of coordinated plans for the 
Agency. 


(B) Communications 


To improve the communication process for passing information from senior 
management meetings to GTA’s staff. 


To improve the communication process of the National Account Planning and 
Management Team. 


(C) Billing 
To strive to provide a "best-of-the-breed" billing service to our customers. 


Products and Services Rollout 


(D 


~~ 


To provide the Agency with a documented plan and schedule for the 
introduction of new products and services. 
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(E) Staffing 


To review the "staffing" process in order to identify process improvement 
opportunities and to coordinate the improvement activities in GTA. 


(F) Training 


To define, prioritize and develop the training and skills requirements for all 
GTA employees, so that they can effectively market and support GTA’s 
products and services, and at the same time understand the applicable 
technology. 


(G) Personnel Management 


To improve the way in which managers/supervisors and employees interact 
in the assignment of work and the performance of duties. 


(H) Corporate Image 


To improve processes for ensuring that GTA’s image is projected clearly and 
in a consistent fashion. 


To ensure that the processes involved in GTA’s interactions with its clients 
provide a consistent, professional, effective and focused image. 


In addition to the exercise of improving major processes, regional and branch 
quality groups will plan and carry out specific, ongoing improvement tasks. 


GTA has adopted an operating philosophy of continuous improvement in meeting 
and exceeding customer needs and will support the rapid development of 
attitudes, practices and policies which complement this philosophy. 


GTA will enhance its success and reputation through its commitment to total 
quality. Employees will consistently strive to offer excellent support to all 
customers. Through continuous process improvement and the introduction of 
techniques aimed at a "zero defect" environment, GTA will become synonymous 
with "excellence through quality”. 


Complete the organizational restructuring and finalize staffing. 

The restructuring of GTA is proceeding both at headquarters and in the regions. 
The Agency will aggressively move to finalize its structure and the classification 
process required for staffing. 

Because of the increasing need for enhanced customer service brought about by 


decentralization and more competition, improved customer support and marketing 
is needed in regional offices. The Agency will move to staff a full complement of 
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marketing personnel in each regional office and to provide marketing and 
customer service training to all personnel who deal with customers. 


Current classification and staffing programs do not provide the latitude required 
by management to attract, compensate and reward employees. The Agency has 
progressed in this area, and plans to complete the development of a human 
resources management program. 


Develop and implement a coordinated Agency communications program. 


The Agency has developed a strong presence within the government 
telecommunications management and administration communities. This has led to 
close working relationships with customers and, in some cases, strategic alliances. 
As pressure to reduce expenditures grows, line and program managers will take 
further advantage of telecommunications to reduce operating budgets. GTA will 
foster a much heightened level of product and corporate awareness within 
departments to help them fully benefit from common solutions. 


Expand the promotion of regional development and initiatives. 


The regional offices will strengthen alliances with customers, suppliers and other 
common service agencies to ensure effective delivery of services to meet the needs 
of regional customers. 


Regional staff will reactivate and strengthen customer advisory groups, which 
provide advice on regional needs, directions and planned initiatives. 


The regions will continue to explore opportunities for developing new services 
and customizing national services with regional service providers. Regional staff 
will develop a database of information technology suppliers and software and 
hardware developers and manufacturers, and will encourage them to meet 
government needs. 


Under the national account planning program, regions will develop account 
strategies for their customers and national account plans for departments 
headquartered in the regions. 


Enhance performance monitoring and planning techniques. 


To provide value-added services in an increasingly competitive environment, GTA 
will need to enhance its ability to monitor its performance against the Business 
Plan. 


Improved performance reporting of both financial viability and added value will 
provide a sound basis for developing cost-effective strategies to manage each 
product and service. Performance measurement will clearly distinguish 
performance patterns, the impact of new technologies, competitive pressures and 
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the progress of new services. GTA’s dependency on a few strong products will 
evolve into a reliance on a family of products and services, each providing 
appropriate value to customers. 


Product and project rollout schedules will be enhanced in parallel with a TQM 
initiative to be launched in 1993-94. Planning, tracking and reporting techniques 
will be standardized to provide appropriate program status. This will enable GTA 
to manage its specialized resources more effectively to exploit new technologies 
fully, with minimal risk. 


Common Services Delivery 


6. 


Maximize market share and expand the scope of the markets served. 


GTA maintained its share of the market at over 66% in 1992-93, while significantly 
reducing prices and migrating departments to lower-priced common services. 


With the completion of account management staffing and the introduction of new 
products, GTA is well positioned to ensure optimum availability of services to the 
government. The Agency will implement comprehensive marketing and customer 
service programs to increase market penetration. 


The introduction of lower-priced services resulting from increased competition will 
tend to reduce the overall size of the market in dollar terms. At the same time, 
new technologies and services, and greater application of existing services, will 
offset the effects of this negative pricing trend and will result in slow market 
growth over the planning period. 


GTA will maximize its share of the market with new services — such as 
videoconferencing, enhanced facsimile and voice processing — providing 
additional opportunities to increase market share. 


The Agency will also explore ways of increasing its market base to include more 
elements of the federal government community. 


Implement an expanded and enhanced portfolio of services. 


With guidance from GTC and input from TAP, the Agency is knowledgeable 
about customer direction and needs. GTA has developed a business-case 
approach to assess market demand, technical suitability and economic viability of 
current and planned services. Measurement criteria include the level of savings to 
the Crown, the degree of value added by the Agency, the potential for revenue 
growth and the contribution to operating margins. 


GTA will review and update current services to meet customer demand, while 
ensuring that services contribute to government savings. The Agency’s 
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development, operations and marketing groups will also jointly develop new 
services. The government backbone network will carry new value-added services, 
such as videoconferencing, enhanced facsimile and compressed voice. 


In response to growing customer demand, the Agency will develop and introduce 
a range of value-added services — including professional, advisory, training and 
information dissemination — and will examine the feasibility of call centre 
management services. 


GTA will introduce new networks and services using fibre-optic, frame relay and 
ATM technologies. Additionally, it introduced the Government Message Handling 
Service (GMHS) during the planning period. 


Improve customer service through enhanced use of information 
technology. 


During the past year, GTA reviewed its billing system and introduced monthly 
billing for the Government Intercity Calling Service (GICS). The Agency is now in 
the process of implementing essential changes to the billing system to provide 
more timely and accurate billing. 


Review of the billing process and related management information systems — 
defined as one of the TQM projects — is a top priority for the Agency. 


GTA will investigate specific government needs and develop customized billing 
for departments. Now under development, Electronic Data Interchange (EDI) will 
be offered within the planning period. 


Continue developing strategic alliances. 


Rapid technological change and the globalization of markets are causing 
enterprises to create alliances with organizations that have complementary skills. 
For example, GTA’s alliance with the Canadian Centre for Management 
Development, Training and Development Canada and the former Public Works 
Canada is already proving beneficial to the Agency as it develops a new video 
service. 


GTA will actively seek alliances that complement its expertise and compensate for 
its relatively small employee population and limited resource base. GTA also 
recognizes that it must augment its systems integration skills set to meet customer 
demand for "one-stop shopping" as telecommunications and computer 
technologies converge. The Agency will develop alliances and memoranda of 
understanding with both public- and private-sector organizations to better position 
itself as the Centre of Expertise for telecommunications and systems integration 
within government. Through interdepartmental collaboration and cooperation 
with other Centres of Expertise and industry, GTA will be in a strong position to 
meet unique government and departmental needs. 
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Architect Program 


Significant progress was achieved in 1992-93 through a collegial approach with 
government departments and industry in developing a government-wide network 
architecture for effective communications and management of services to the public. 


The challenge for GTA is to establish a seamless government network in a distributed, 
multi-vendor environment. This network will improve availability of government 
services to the public by making single-point access possible. 


Nineteen hundred ninety-three will be another significant milestone year for the 
Architect Program as additional components of the target architecture are put in place. 
GTA will focus on those which are technology enablers for new government initiatives 
in administrative renewal, cost reduction and public access to information. 


The Operational Plan for the Architect Program in 1993-94 and the remainder of 
the planning period specifies the following deliverables: 


10. Establish the Government Enterprise Network Architecture (GENA). 


The architecture defines the network infrastructure requirements, standards and 
the support process for achieving technical uniformity and compatibility between 
communicating systems and related applications throughout the government. 


GTC has endorsed a Memorandum of Understanding between GTA’s Architect 
Program and the Administrative Policy Branch of the Treasury Board Secretariat 
to accelerate and promote standards development. 


11. Implement the Telecommunications Infrastructure within GENA. 
GTA will implement components of the network to provide an infrastructure that 
supports the needs and priorities of customers, in a manner consistent with GTA’s 
business objectives, and access to corporate and core government applications and 


services. 


The infrastructure is based on GTA’s business case and on government-wide 
requirements for: 


-  Interdepartmental and external transactions and electronic commerce. 
- Access by users to corporate government data and common applications and 
services (for example., those provided by the former Supply and Services 


Canada). 


- An interface designed for public access to government/departmental program 
information and services ("Infocentre"). 
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13. 


The infrastructure will be available to support the following innovations in 
1993-94: 


- Access to the Government Message Handling Service (GMHS), based on X.400 
standards, for government-wide E-Mail and Electronic Data Interchange 
applications. 


- An Electronic Directory Pilot, based on X.500 standards. 


- A-communication/distribution processor application for remote access to 
distributed government databases. 


- An Open Systems Interconnection (OSI) registration system for government. 
- A pilot application for distributed transaction processing. 


Provide support to departments in the implementation of their 
infrastructures and applications within GENA. 


The Architect Program, which provides a forum for sharing the expertise of 
departments and industry, will continue to be a focal point where common needs 
are identified and discussed. The Program/’s activities include documentation and 
dissemination of guidelines, planning and implementation of technology and 
standards pilots, as well as validations against customer requirements. 


During 1993-94, these activities will be extended to a number of initiatives which 
began in 1992-93, such as Electronic Messaging, EDI, Electronic Directory, Name 
and Address Registration, Internetworking (router), Remote Database Access, 
Network Management and Security. 


Other areas of the network infrastructure and technology will be evaluated jointly 
by GTA and departments in 1993-94, including Frame Relay, Voice Compression, 
Fibre Optics and Facility Management, as well as development plans relating to 
Wireless and Multi-media systems and applications. 


Coordinate planning and implementation functions. 


A process has been established for customer participation in the development 
activities of the Architect Program and for sharing information, through a series of 
interdepartmental working groups: Physical Network, Core OSI, Internetworking 
(Router Network), Message Handling, Electronic Directory, Security, and Database 
Access. Through these groups, Architect Program activities and support to 
departments are coordinated and planned. 
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Corporate Management 


Performance Indicators 


GTA is committed to providing and enhancing meaningful performance information to 
the GTC, TAP and the customer community. The Agency will focus on tangible 
business performance techniques in the next year. It will report on performance 
against the Business Plan, in which expectations and objectives are established for GTA. 
Such a reporting system will reinforce the quality of the planning process and form an 
ideal basis for assessing GTA’s effectiveness and accomplishments. 


The Business Plan serves as the guiding framework for management and staff, 
ultimately providing the focus on what is important and how supporting activities are 
prioritized. Managers must have detailed performance information in order to plan 
corrective action and modify expectations throughout the year. The reporting system 
will provide valuable information necessary for the next planning cycle. 


In the coming year, GTA will expand the monthly reporting techniques introduced in 
the final quarter of 1992-93. Under the new Corporate Management Branch’s mandate, 
which is complemented by new TOM initiatives for planning and management, the 
cascading effects of Business Plan commitments will be embedded into GTA’s 
management process. 


Dependencies and strategies associated with GTA’s management infrastructure will be 
more thoroughly defined to ensure that resources are appropriately positioned to 
support the successful implementation of the Business Plan objectives. The medium for 
establishing this infrastructure will be the annual budgeting process, in which 
administrative rollout plans are to be developed in concert with product and project 
commitments in the Business Plan. 


The Agency will define and detail its administrative infrastructure in the following 
areas during the period covered by the Plan: 


— Human Resources 

- Information Technology 

- Total Quality Management 

- Financial and Corporate Management 
- Policy and Public Affairs. 


The 1993-94 budgeting process will become the focal point for the Agency’s 
performance measurement until the next Business Plan development cycle. Realistic 
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Corporate Management 


monthly profiles in the following areas will provide a benchmark for managing change 
and reporting progress against near-term Business Plan commitments: 


- Product Contribution and Profitability 

- New Product Rollout 

— Architect Program Project Evolution and Milestones 
- Resource Requirements and Enhancements 

- Personnel Objectives and Evaluation 

— Financial Performance. 


GTA firmly believes that the implementation of the 12 attributes of effectiveness 
proposed by the Canadian Comprehensive Auditing Foundation (CCAF) is critically 
dependent on a strong foundation of basic business disciplines. GTA’s commitment to 
"doing what we say we will do" in our Business Plan will be reinforced by performance 
reporting and communication techniques structured around the six basic focal areas 
identified. The evolution of GTA’s performance indicators will provide the Agency 
and its stakeholders with the critical information required to manage change within an 
increasingly dynamic market place. 
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VI. 


Activity Schedule 


Activity Schedule 


GTA and the GTC, acting as the Agency’s Board of Directors, have jointly elaborated 
the priorities for the Agency and set the direction for service development 
requirements. The Agency has responded by producing a four-stage services 
development plan, which GTC has approved. 


Because of the ambitious scope of services development activities during the first two 
years of the Plan, the Agency’s senior management will prioritize all activities, 
proceeding immediately with those that are critical and essential. GTA will actively 
and selectively cultivate the most appropriate strategic alliances with public- and 
private-sector organizations, in order to deliver the services according to the Activity 
Schedule presented in this section. 
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Activity Schedule 


STAGE 1 1993-94 1994-95 1995-96 1996-97 


DIGITAL SERVICE 


>Major Departmental Conversion Initiatives: 
National Defence 
*Revenue Canada— Customs and Excise 
Transport Canada 
*Royal Canadian Mounted Police 
¢Employment and Imigration Canada 
Other 


>Fibre Ring—Ottawa-Hull 


>Satellite Service in Remote Locations 


>Digital Access—Pricing Issue 


>Frame Relay Services 


>Government Packet Network (GPN) Replacement 


1995-9 


1993-94 


STAGE 1 1994-95 


E-MAIL SERVICES 


> Service Introduction 


¢ Goverment Message Handling Service 
(GMHS) 


¢ X.500 Directory (pilot/operation) 


¢ Government Electronic Messaging and 
Document Exchange Service (GEMDES) 
—Replacement Program 


¢ Senior Executive Network (SEN) 
—Migration Plan 


at 


Activity Schedule 


1995-96 1996-97 


1994-95 


STAGE 1 1993-94 


QUALITY AND VALUE-ADDED SERVICES 


> Total Quality Management 
¢ Eight major processes identified, 
and major branch and 
regional initiatives 


> Value-added Services 
¢ Existing Products Review 
¢ New Products 


¢ Review Outsourcing Opportunities 
¢ Review Voice/Data Integration Issue 


STAGE 1 1993-94 — 1994-95 1995-96 — 1996-97 


COST EFFECTIVENESS INITIATIVES 


>Tunney's Pasture Request for Proposal (RFP) 


> Sharing Opportunities 


> Compression Trial/Service 


> Network Optimization Review 


> National Centrex—RFP 


>Frame Relay Trial 


> Router Backbone Service 


> Telephone Set Bulk Purchase Plan 


>Private Line Long-term Contracts Review 
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Activity Schedule 


STAGE 2 1993-94 1994-95 1995-96 1996-97 


VIDEO SERVICES 

> Videoconferencing 
¢ Dedicated Service Introduction 
¢ Shared Service Introduction 

> BUSINESS TELEVISION (BTV) 


* Distance-learning Organization 


 Audioconferencing Enhancements 


STAGE 2 1993-94 1994-95 1995-96 1996-97 


DATA SERVICES 
> Switched Broadband Services 


> Asynchronous Transfer Mode (ATM) 
— Voice, Data, Image Integration 
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Activity Schedule 


1994-95 1995-96 


STAGE 2 1993-94 


MOBILE AND SATELLITE SERVICES 
> Mobile Satellite (MSAT) Service Introduction 


> Personal Communications 


STAGE 2 1993-94 


1994-95 1995-96 


INTERNETWORKING (MULTI-PROTOCOL ROUTER) 
SERVICE 


> Intradepartmental Local Area Network (LAN)/LAN ~ 


> Interdepartmental Connection 


ACCESS TO CENTRAL SYSTEMS 


> Database Access Trials 


Da 


Activity Schedule 


STAGE 2 1993-94 1995-96 


1994-95 


RELATIONS WITH SUPPLIERS / VENDORS 


> Enhancement of Long-term Contracts 


> Explain Current Role of GTA 


> Redefine Role of GTA 


e What do we want to be? 
¢ Where do we want to go? 
* How do we get there? 


1995-96 1996-97 


STAGE 3 1993-94 1994-95 


> Network Optimization 


> Network Management 


> Directory Services 
¢ Electronic 
¢ Print Enhancements 


> Gateways to Public Networks 


> Improved Interdepartmental Communications 


>Open Architecture for Government 
Telecommunications Services 
(including Naming and Addressing) 
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Activity Schedule 


STAGE 4 1993-94 1994-95 1995-96 1996-97 


» Enhanced Facsimile Service 


> Improved Intradepartmental Services 


> In-depth Knowledge of Departmental Business 


> Access to High-speed Bandwidth 


> Improved Voice Services 


> GTA Billing 


> Development of Services 


> Departmental Applications 


> Training 


> Vendor Service Substitute 


> Cataloguing Departmental Services 
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